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DETAILED ACTION 
Response to Amendment 

1 . This in response to amendment filed 06/09/2009. No claims have been added. 
No claims have been canceled. Claims 7, 13, 21, 22 and 28 have been amended. 
Claims 1-4, 6-25 and 27-33 are still pending in this application. 

2. The rejection of 35 USC 1 12 is withdrawn. 

Claim Rejections - 35 USC § 103 

3. Claims 1-4, 6-25, and 27-33 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Busey et al. (US PAT # 6,665,395) in view of Crowther et al. (US 
PAT # 6,771 ,765) and further in view of Mears et al. (US PAT # 7,092,509). 

Regarding claim 1 , Busey teaches a method for distributing customer contacts to 
a selected one of a plurality a transaction processing entities each capable of handling a 
plurality of media types in a transaction processing system (this reads on distributing 
customers calls and questions to agents in system 10 of the call center 22, see 
summary of the invention, col. 4, lines 44-49, and col. 5, lines 15-25), such method 
comprising: determining a media type for a customer contact in the transaction 
processing system, the media type determined by the access channel of the customer 
contact (chat, e-mail, voice, ...etc in Busey); finding a transaction processing entity 
(agent in Busey) that is capable of handling the media type; and routing the customer 
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contact (e.g., phone call) to a transaction processing entity (agent) that is capable of 
handling the media type (the claimed limitations of "determining a media type, finding a 
transaction processing entity that is capable of handling the media type, and routing the 
customer contact to a transaction processing entity that is capable of handling the 
media type" read all together on control 14, along with other processes and devices , 
which perform the function of these limitations in the call center, see col. 12, lines 26-30, 
col. 4, lines 65-67 and col. 8, lines 1-5. Also, for further explanations on these limitations 
see the summary of the invention in Busey. 

Busey does not specifically teach identifying the media type as "exclusive" or 
"nonexclusive" and does not explicitly teach permitting no further customer contacts of 
the exclusive media type for the duration of said current customer contact. 

This claimed feature is old and notoriously well known in the art. It has been well 
known that, for example, if an agent in an ACD is busy with a voice/telephone call, the 
agent would be considered busy/unavailable to handle other voice/telephone calls. This 
old feature is also taught by Crowther. 

Crowther teaches in a contact call center agents are assigned priority level in 
each skillset so that agents can be assigned to handle customers' requests/contacts in 
the most effective way based on their knowledge (see col. 2, lines 48-52). Each skillset 
is assigned an interruptibility level which defines the importance of a skillset and 
whether agents assigned to a skillset may be interrupted while busy answering other 
calls (see col. 5, lines 10-17). The claimed "exclusive media type" reads on the highest 
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interruptibility level (such as, voice or phone call), which cannot be interrupted (see col. 
7, lines 38-46 and col. 8, lines 14-20). The claimed "non exclusive media type" reads on 
lower interruptibility level (such as email or fax), which can be interrupted by 
higher/highest interruptibility level requests such as voice call (see col. 8, lines 14-20). 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to incorporate this old and well known feature of 
preventing further assignment of voice calls (i.e., exclusive and high priority) to an agent 
who is already engaged in a voice call session, as also taught by Crowther, into the 
Busey system in order to provide better, faster and professional services to customers. 
Also, this will enhance the efficiency of the call center. Thus, an existing voice call 
between an agent and a customer should not be "interrupted" by another voice call from 
another customer. The agent would give his/her "full attention" to the customer during 
the voice call. 

The claimed limitation: "routing other non-exclusive customer contacts to the 
transaction processing entity during the current customer contact" has different 
interpretations as discussed above. When interpreted to mean that the current 
customer contact is non-exclusive, then routing other non-exclusive customer contacts 

(see first interpretation above), then this limitation is taught by Crowther because a 

non-exclusive media type contact such as e-mail may be "interrupted" by other non- 
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exclusive media type contacts. That is, e-mails can be routed to an agent who is 
currently handing an e-mail. 

Busey and Crowther alone or in combination do not specifically teach 
"establishing a table of a predetermined maximum number of customer contacts of each 
media type that may be simultaneously handled... etc". 

However, Mears teaches in a contact center system capable of handling multiple 
media types of contacts simultaneously, Fig. 8 show that a table can be created for 
each agent reflecting agent media skill assignment (such as email, voice or web) (see 
Fig. 8 and corresponding text). Mears also teaches that each media type will be set a 
priory level (Fig. 26). 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to incorporate the feature of establishing table that reflect 
all the media types handled by a single agent simultaneously, as taught by Mears, into 
the combination of Busey and Crowther in order to enhance the system's efficiency be 
tracking each agents capability and record for each multimedia handled. Also, the 
claimed feature of "predetermined maximum number of customer contacts" is obvious 
and well known in the art. It is logical that each agent can not be assigned more than 
one voice call, however agent can still handle multiple chats or respond to few emails 
at the same time. Again, voice calls have a high priority level than chat or emails. 
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Claim 13, is rejected for the same reasons as discussed above with respect to 
claim 1 . On one hand, Busey teaches determining a metric of how many customer 
contacts of the media type have been assigned to the transaction processing entity (this 
basically reads on "endpoint" (see col. 11, lines 1 5-67); and comparing the metric to a 
threshold relating to the maximum number of customer contacts of the media type that 
the transaction processing entity may handle (see col. 11, lines 53-67), and when the 
metric exceeds the threshold, preferentially routing customer contacts to another 
transaction processing entity (see col. 12, lines 1-6). On the other hand, Busey does not 
specifically teach preparing a transaction routing table of transaction processing entities 
based on media types. However, having a routing table for each agent that contains 
information such as for example, the media type that he/she can best handle would 
have been obvious and well known in the art, since this will be considered as an agent 
profile that can be viewed by management in skill performance and promotions 
scenarios. 

For claims 2-4, 6-12, 14-20, 23-25, and 27-33 the limitations are taught by 
Busey. The rejection in the previous office action is herby incorporated by reference. 

4. Claims 1-4, 6-25, and 27-33 are also rejected under 35 U.S.C. 103(a) as being 
unpatentable over Busey et al. (US PAT # 6,665,395) in view of Crowther et al. (US 
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PAT # 6,771 ,765) in view of Price (US PAT # 6,389,132) and further in view of Mears et 
al. (US PAT # 7,092,509). 

Regarding claim 1 , Busey teaches a method for distributing customer contacts to 
a selected one of a plurality a transaction processing entities each capable of handling a 
plurality of media types in a transaction processing system. See the rejection above. 

Busey does not specifically teach identifying the media type as "exclusive" or 
"nonexclusive" and does not explicitly teach permitting no further customer contacts of 
the exclusive media type for the duration of said current customer contact. This claimed 
feature is old and notoriously well known in the art. It has been well known that, for 
example, if an agent in an ACD is busy with a voice/telephone call, the agent would be 
considered busy/unavailable to handle other voice/telephone calls. This old feature is 
also taught by Crowther. 

Crowther teaches in a contact call center agents are assigned priority level in 
each skillset so agents can be assigned to handle customers' requests/contacts in the 
most effective way based on their knowledge (see col. 2, lines 48-52). Each skillset is 
assigned an interruptibility level which defines the importance of a skillset and whether 
agents assigned to a skillset may be interrupted while busy answering other calls (see 
col. 5, lines 10-17). On one hand, the claimed "exclusive media type" reads on the 
highest interruptibility level (such as, voice or phone call), which cannot be interrupted 
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(see col. 7, lines 38-46 and col. 8, lines 14-20). On the other hand, the claimed "non 
exclusive media type" reads on lower interruptibility level (such as email or fax), which 
can be interrupted by higher/highest interruptibility level requests such as voice call (see 
col. 8, lines 14-20). 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to incorporate the feature of preventing further assignment 
of voice calls (i.e., exclusive and high priority) to an agent who is already engaged in a 
voice call session, as taught by Crowther, into the Busey system in order to provide 
better, faster and professional services to customers. Also, this will enhance the 
efficiency of the call center. Thus, an existing voice call between an agent and a 
customer should not be "interrupted" by another voice call from another customer. 

The claimed limitation: "routing other non-exclusive customer contacts to the 
transaction processing entity during the current [exclusive] customer contact" has 
different interpretations as discussed above. When interpreted to mean if the further 
customer contacts are non-exclusive, then routing other non-exclusive customer 
contacts that the current customer contact is exclusive, (see second interpretation 
above). 

This interpretation is not explicitly taught by Crowther or Busey. This limitation 
basically means an exclusive media type contact such as voice call may be "interrupted" 
by other non-exclusive media type contacts such as e-mails. 
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Price teaches multi tasking in a call center wherein a multi tasking agent who is 
handling a voice call session with a customer can still view or respond to an email or a 
text message (see col. 4, lines 25-45 and col. 7, lines 30-35). 

Thus, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the feature, if desired, of allowing an agent that is 
handling a voice call (exclusive) to receive and handle other tasks such as off-line 
messages and emails (non-exclusive), as taught by Price, into the combination of Busey 
and Crowther in order to improve the efficiency of the system by having a multi tasking 
agent that is capable of providing assistance to more than one customer at the same 
time, if the supervisor or administrator of the ACD elects to do so. A multi tasking agent 
can work in partial parallel mode and use time in more efficient manner. Thus, by 
multitasking, the agent can reduce the overall cost to the call center (i.e., saving time 
and money). To multi-task (e.g., to respond to e-mails while talking on the phone) or 
not to multi-task (not to receive any further contacts of any type while on the phone) is a 
design choice to be made by the supervisor. The decision to elect one or the other 
does not rise to the level of patentability and does not require ingenuity. 

Busey, Crowther and Price alone or in combination do not specifically teach 
" establishing a table of a predetermined maximum number of customer contacts of each 
media type that may be simultaneously handled .. .etc". 
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However, Mears teaches in a contact center system capable of handling multiple 
media types of contacts simultaneously, Fig. 8 show that a table can be created for 
each agent reflecting agent media skill assignment (such as email, voice or web) (see 
Fig. 8 and corresponding text). Mears also teaches that each media type will be set a 
priory level (Fig. 26). 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to incorporate the feature of establishing table that reflect 
all the media types handled by a single agent simultaneously, as taught by Mears, into 
the combination of Busey, Crowther and Price in order to enhance the system's 
efficiency be tracking each agents capability and record for each multimedia handled. 
Also, the claimed feature of "predetermined maximum number of customer contacts" is 
obvious and well known in the art. It is logical that each agent can not be assigned 
more than one voice call, however agent can still handle multiple chats or respond to 
few emails at the same time. Again, voice calls have a high priority level than chat or 
emails. 

Claim 13, is rejected for the same reasons as discussed above with respect to 
claim 1 . On one hand, Busey teaches determining a metric of how many customer 
contacts of the media type have been assigned to the transaction processing entity (this 
basically reads on "endpoint" (see col. 11, lines 1 5-67); and comparing the metric to a 
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threshold relating to the maximum number of customer contacts of the media type that 
the transaction processing entity may handle (see col. 11, lines 53-67), and when the 
metric exceeds the threshold, preferentially routing customer contacts to another 
transaction processing entity (see col. 12, lines 1-6). On the other hand, Busey does not 
specifically teach preparing a transaction routing table of transaction processing entities 
based on media types. However, having a routing table for each agent that contains 
information such as for example, the media type that he/she can best handle would 
have been obvious and well known in the art, since this will be considered as an agent 
profile that can be viewed by management in skill performance and promotions 
scenarios. 

Claims 21-22 are rejected for the same reasons as discussed above with respect 
to claim 1 . Also, for claims 22-23 limitations, Busey teaches searching a transaction 
processing entity that is not handling an exclusive media type (this may read on 
availability of agent, see col. 8, lines 6-9 and/or the priority of task the agent is handling 
at the current time, see col. 3, lines 55-60); determining a metric of how many customer 
contacts of the media type have been assigned to the transaction processing entity 
(basically reads on "endpoint", see col. 11, lines 1 5-67); and comparing the metric to a 
threshold relating to the maximum number of customer contacts of the media type that 
the transaction processing entity may handle (see col. 11, lines 53-67), and when the 
metric exceeds the threshold, preferentially routing customer contacts to another 
transaction processing entity (see col. 12, lines 1-6). 
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For claims 2-4, 6-12, 14-20, 23-25, and 27-33 the limitations are taught by 
Busey. The rejection in the previous office action is herby incorporated by reference. 

Response to Arguments 

5. Applicant's arguments have been considered but are moot in view of the new 
ground(s) of rejection. 

Conclusion 

6. Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 

§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 
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7. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Rasha S. AL-Aubaidi whose telephone number is (571) 
272-7481 . The examiner can normally be reached on Monday-Friday from 8:30 am to 
5:30 pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 

supervisor, Ahmad Matar, can be reached on (571) 272-7488. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published 
applications may be obtained from either Private PAIR or Public PAIR. Status 
information for unpublished applications is available through Private PAIR only. For 
more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 



/Rasha S AL-Aubaidi/ 

Primary Examiner, Art Unit 2614 



